E-PROACTIVITY – March 2005

Welcome to the latest edition of our ProActivity newsletter.
Our ProActivity research team have been scouring the Internet, reading business books and magazines, going on courses and talking to other successful business leaders specifically to discover new ideas that can help to make your business more successful.

So here are a few of the things we have discovered, learned or re-learned since last time.

Four Ways to Grow Your Business

As repetition is the mother of all learning, here they are again. There are only four ways to grow any business. Refer back to previous editions of ProActivity for examples of each of these areas.

1. Increase the number of customers (of the type you want to have)

2. Increase the number of times they buy from you

3. Increase the average sale value

4. Increase the efficiency of each process in the business.

Just small percentage changes in any of the above can have a significant effect on your bottom line profits.

Refer to previous editions of ProActivity for examples of each of the above – these can be downloaded from our website at www.alexander-ash.co.uk 

We also have an interactive software tool – Simple Stuff That Works, which picks up on the four ways to grow a business and shows the effect that small changes in these areas can make significant differences to profitability. If you want a copy of the CD, complete and return the faxback form at the end of this newsletter.

A number of ideas are also included in our great business book – “Small Business, Big Difference”, an AVN publication packed full of snippets from business advisers. We have a few copies to give away to clients. If you would like a copy, email us or complete the fax back form at the end of this newsletter and we will be pleased to send you a copy with our compliments (subject to availability of course)

How increasing fun at work can stop you losing money

Does this sound like your business? 

You’re having a bad day (too much work, not enough time!). So you’re a bit short with Jack who comes in to ask about the spreadsheet he’s doing for you! 

And so he’s a bit grumpy with Jill when he goes back to his desk! 

And so she’s really not in the mood for any moaning minnie customers today but she picks up the phone anyway and hears Old Mother Hubbard complaining - again - about the delivery she didn’t get that morning. 

So what? We’re all human aren’t we?

And losing the odd customer is to be expected isn’t it?

But when you know that research has clearly proven that it costs you at least 5 times less to keep an existing customer than finding and winning a new customer you can see the logic behind this almost glib phrase:

Treat your team like kings and queens… 

…and they’ll treat your customers like kings and queens
The opposite is just as true – and 5 times more expensive!!!

The Sunday Times 100 Best Companies to Work For list shows that some of the best places to work are also some of the most successful. Kwik Fit Financial Services are number 15 overall on the list and came first in team wellbeing – they also made a profit of £109 million in 2003! Their mission is to make Kwik Fit a ‘fantastic place to work’ and they do this with yoga, salsa and belly dancing classes; a chill out room; a busy social calendar and even a full-time Minister of Fun! On the separate 100 Best SMEs to Work For list, recruitment consultants Pareto Law come out top. 98% of their team members said they laugh a lot with their colleagues and managers have put a lot of ideas into practice to keep team members happy – ‘most appreciated employee’ is given a present and gets to wear a crown; fancy dress is encouraged; even ‘strip cold calling’! Yes, it is what you think!

Take a look at the full list at http://business.timesonline.co.uk/section/0,,12190,00.html for some great ideas about how these companies have made themselves places where people want to come to work. 

After all, which companies do you think get the best people applying for jobs? Which companies retain their team members? Which companies have a buzz about them? 

Make your company one of them.

For great books on this subject have a look at FISH, Whale Done and How to make Work Fun by David Firth (he’s British!). 
How to love your customers – and make them love you back – so that they keep coming back… - Small actions that make a big impact!

You know that the most important person in your business is your customer, don’t you? Of course you know it – that’s what every business is about, after all – but do you really, really believe it?

And do you act as if you really, really believe it?

It’s so easy to get caught up in the nitty gritty - sorting out admin, managing your team, troubleshooting - that you can lose sight of your goal. And your goal is (or should be) not to make your customers happy …

… it’s to make your customers so delighted with you that they return time and time again.

This doesn’t mean pinning up that old cliché ‘the customer is always right’ on your wall and never looking at it again. It doesn’t mean a ‘one size fits all’ customer service policy. It means that you think ‘what can I do to make them happy?’ at every contact with your customers.

What’s right for each person will differ. There’s a book by Jack Mitchell called ‘Hug your customers – love the results’. The key message in the book is that everything is personal – you do what it takes to make each customer happy. A hug can be anything – as simple as a smile, a phone call, a ‘how are you?’ that is genuinely meant. Or it can mean going to enormous lengths to find a suitable product for a customer or to get it to them for a tight deadline. All of his team hug their customers in their own individual way.

There are hundreds of small things you can do to hug your customers … 

… things that cost little or nothing. Offer a simple cup of coffee – and remember how they take it. Tell them – by phone, letter, e-mail, carrier pigeon – when you have something new that will interest them. Send out thank you notes for a big sale, a medium sale, a small sale. Keep them in the picture – ‘I’m just phoning to say that I ordered the part this morning and it’ll be here on Tuesday’ – and show them that you are making an effort for them. 

We highly recommend the book but if you prefer shortcuts it’s worth keeping these three points in mind:

· Know your customers (make sure your records show you who’s buying what, when, and why – and make sure you really use your records) 

· Care about your customers (they’re people, not accounts - so treat them like people, be interested in them, listen to them, demonstrate that you care)

· Think about your customers (How can you be proactive in a truly valuable way? What information would they like to get from you? What’s the best ways of keeping in touch with them) 

So, look at things from their point of view and show them you love them! And they’ll love you back and keep coming back for more.

If you would like to order a copy of the book, the ISDN number is 0-141-01522-5

Website Resources

If you have not checked out our website lately, be sure to have a look at the numerous tools and resources which can be downloaded. Go to www.alexander-ash.co.uk.

Click on the “Resources” section and then onto “Free resources”. This screen pulls up links to a comprehensive database of business information and includes:-

· Business Factsheets

· Online Forms

· Books and publications

· Personal Factsheets

· Market information

· Rates and Allowances

· Calculators

Business Factsheets

Some of the factsheets available to download include the following;-

· Accounts Made Easy

· Getting Paid

· How to Double the Effectiveness of Your Advertising – a message from Drayton Bird, one of the UK’s leading marketing gurus.

· Your 24 Hour Action Plan for Getting Where You Want to go

· Winning Price Wars

· How to Make Yours the Most Profitable Business Card in Town

· The Value of a Business and the Difference Systems can Make – just follow the instructions to realise the true value of systems
· Headline Generator – how to write great headlines for your press releases and marketing material

· How to get Your Bank to say Yes

· How to Handle and Overcome Price Objections

· How to improve your success potential with the OWN Matrix

· How to carry out a SWAT Analysis

· The Secrets of Pricing for Profit

· Windows of Opportunity – find out what your windows of opportunity are
· Small Business Success – The Top 10 Reasons why Small Businesses Fail – according to Michael Gerber
Books and Publications

This section gives you a flavour of the business books we would recommend with a brief commentary on contents. 

Why not have a look at our website during the next month and download some of the free resources – we’re sure you’ll find them interesting and valuable.

Tax Reminder Alert

You can also register for our new TaxReminder service. You will never miss another deadline. Complete your basic details and you will receive an email from us reminding you of certain key dates throughout the year.

Inheritance Tax time bomb!

Inheritance Tax is becoming a major issue for many clients and we are receiving a number of enquiries on this issue. There are still some planning opportunities available if done early enough. So don’t delay and contact us now to discuss your specific requirements.

Did you know that by simply writing your will in a tax efficient manner, you could save £105,200

in Inheritance tax!. – Don’t delay, Act today!

Personal Wealth Management

If you would like to receive a copy of our bi-monthly personal wealth management magazine – Talking Money, packed full of valuable articles on all aspects of personal wealth management, give us a call and we will add your details to our mailing list.

Who Else Do You Know?

Do you know anybody else who would like a free subscription to E-ProActivity? Perhaps a supplier or customer? Simply give us their e-mail details and we will invite them to subscribe free of charge as a gift from you.

Hot tips from friends of Alexander Ash & Co. 

Do you have any tips to pass on to fellow ProActivity subscribers? Perhaps a business book you can’t put down, a management idea that works well for you, or even an inspiring quotation. Whatever it is, please tell us and we’ll pass it on to other subscribers.

HAVE FUN!

Contact Details

If you want any further information on any of the items in this edition, please feel free to call your usual contact or complete the details on the information request form on the last page.

Alexander Ash & Co.

7th Floor, Ockway House

41 Stamford Hill,

London

N16 5SR

Tel

020 8802 1204

Fax

020 8809 0610

Email

paul@alexander-ash.co.uk
Website
www.alexander-ash.co.uk
About Alexander Ash & Co.

Alexander Ash & Co. Chartered Accountants specialise in helping businesses become more successful and profitable. As founder members of the Added Value Network, and working in conjunction with some of the country’s leading business achievers and thinkers, we have developed a suite of tools and resources to help entrepreneurs take their businesses and their lives from where they are to where they want to be. And, as part of our commitment to your success, we will gladly introduce you to those tools and resources free of charge.
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INFORMATION REQUEST – FAXBACK FORM

Fax to Alexander Ash & Co. 0208 809 0610

	Name
	

	Address
	

	
	

	
	

	
	

	Phone number
	

	Fax number
	

	Email
	


· Please let me have the SystemBuilder software on 30 day trial

· Please let me have a free copy of your interactive CD – “Simple Stuff That Works”

· Please let me have further information on your Business Edge Programme
· Please contact me to arrange a free personal Financial Planning Review
· Please send me a copy of the new AVN book, “Small Business, Big Difference”
· Please contact me about my will and Inheritance Tax problem.

· I am interested in the AVN resource library facility. Please let me have further details.
· Let me have further details on facilitating a Strategic Retreat
· Let me have further details on your BoardView service
· Please add me to your Talking Money mailing list
Of all the people I know in business, please add the following to your ProActivity mailing list with our compliments.
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